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� Emotional factors should be considered  

� Staged process can explain real seeking 
behaviors on web *

� ISP can be viewed on different scales
� Single session or over time

� Reducing uncertainty and complexity key goal

*Choo, C. W., Detlor, B. & Turnbull, D. (2000). Information 
seeking on the web: An integrated model of browsing and 
searching. FirstMonday, 5(2).
http://firstmonday.org/issues/issue5_2/choo/index.html.
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1. Define user groups 

2. Identify phases of an ISP for your site

3. Note actions, thoughts, feelings at each stage
Uncertainty and complexity

4. Identify user requirements at each stage 

5. Develop appropriate features, functions

6. Map to business goals
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� Richard Hazlett (2003). Measurement of user frustration: A 
biologic approach. CHI 2003 Proceedings, 734-735.

� Pieter M.A. Desmet (2002). Designing emotions
[dissertation]. Delft: Delft University of Technology.

� User Research
� Role playing, Interviews, Observations, Customer 

Feedback, Testing

� Focus on identify search processed (phases), uncertainty 
and complexity, and emotional aspects

Carol Kuhlthau & Stephanie Tama (2001). Information Search 
Process of Lawyers: A Call For ‘Just For Me’ Information Services. 

J. of Documentation 57(1), 25-43.
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� Needs
� Uses
� External Factors
� Internal Factors

1
)&����

� Physical / Action
� Cognitive / Thought
� Affective / Motivational

Levels at which users engage information

�
�
<
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- Problem, Gap
� Visceral Need – Actual, unexpressed need

� Improvement, advancement, …

� Reflective Need – Need becomes conscious
� Problem, gap; Topic, domain of interest

� Formalized Need – Expression of need
� Problem statement; Cognitive approach

Robert S. Taylor (1968). Question-negotiation and information 
seeking in libraries. College & Research Libraries, 29, 178-194.

Thomas D. Wilson (1981). On user studies and information 
needs. Journal of Documentation, 37, 3-15
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– Solution

� Information Use – Extracting, sorting, filtering, 
comparing, integrating 

� Meaning – Sense making, understanding, 
knowledge

� Value – Judgment, belief system; Satisfaction 
or dissatisfaction, resolution

Brenda Dervin (1998). Sense-Making theory and practice: An 
overview of user interests in knowledge seeking and use. Journal 
of Knowledge Management, 2 (2), 36-46. 

Donald A. Norman (2004). Emotional design: Why we love (or 
hate) everyday things. New York: Basic Books.
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– Prior Knowledge, Experience

� Actions – Common tasks, behavior, steps to 
completion, habits

� Thoughts – Decision process, considerations, 
evaluation, construction; Experience

� Feelings – Emotions, moods

Carol Kuhlthau (1991). Inside the search process: Information 
seeking from the user's perspective. JASIST, 42(5), 361-371.

Jannica Heinström (2003). Five personality dimensions and 
their influence on information behavior. Information Research, 
9(1).
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– Context for Information Seeking

� Setting – Technology, access, time constraints, 
project

� Sources – Information, structure of content, 
information traits, social networks

� Motivational Factors – Role, beliefs, culture

Robert S. Taylor (1991). Information Use Environments. In 
Progress in Communication Science, ed. B. Dervin and M.J. 
Voigt, 217-254. Norwood, NJ: Ablex Publishing Corporation. 

Alan Foster (2004). A nonlinear model of information-seeking 
behavior. JASIST, 55(3), 228-237

�
�
<
= ��������



���������	
����
���������� ��

��9�N�# % ������9�N�# % ����

����	���

0�������

+	�
����

!����
�	$�

��������	��
����
�
���
���

��������	$�

�
�	���

����	��

����
��

� ��	$��	���

��������	��
1��

� ���	��

+����

��������	��
����
�
�<���	��
�

1���

�)0�!)�>

�<0�!)�>

)��(�



���������	
����
���������� ��

�������
��

	�� "��� �����

���
������ "
	��

������
������K�

������
��

�����
�����

0�"������ ��!�


���	�� "
���


	���������

�� "���
��K�

�����������

$
��	�	������
�

� 
������� ��K�

$��������

���
�	�

A=��
	����
���


����
�� ��K�

: �# 
���

��������

���� 
��

1���

�
���
��

��
�	����

��	�����������

���� 
��K�

���
� ���

"��	�����

�
������

���������K�

I�	
����

9��
	�
����

"��	�������

�
���������

��
�	��K�

�
�����

��	
�
�
��

I�� �������� ���

�����
�	�K�

������
"�����K�

A� "������

��J
���� ����

��������

� ����"�����
��

�="�	�
������O�

����������

���
""����� ���

0��"��
�����


��
��	�
���K�

: "��� ��� �


��
���
�
��

9���#

�� "����� ���K�

E
� ����

�
""���

Affective / 
Motivation

� �"��
����������

M�����
��� �������

���������
��K�

����	������
�

9��
	�
����

	�� "��=�

"������ ���
��

�
� ���
��

"��	�����
����
��
��

E��� 
�
����

0�
��#����K�

���M�	�����

�����
����

<����
�	��

����������M���

	������
K�

A=�

������

��
�	����

�
�����


��
�	�� ���K�

� ���
����
	�����

� ����	
������

M��

Cognitive 
/ Thought

E��=������

	
���� �G
����

��
�	�������� �


������"�

� 
�
�����

"��	���

E����������

9�
�	��
���

���� ����������

��������

	�� "
��K�

�������
�����

���
��
���


		�"�
����

M��

Physical / 
Action

������������������)����

�
�
<
= ������&



���������	
����
���������� ��

3���
!�
$��
�
�
�
* ���&


� Shared common vision for dev. team
� Conceptual feature development
� Structuring user research and findings
� Organize documentation of users
� Communicating to clients

��#�������

� User-centered and holistic
� Longevity
� Flexible
� Solution-oriented
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� Search is a holistic process

� Emotions can be considered in search 
design and IA-related work

� Uncertainty and complexity as heuristics 
in search design

� Real seeking behavior is discontinuous

� Gap between users and search design:
Search systems assume certainty and 
continuity; but the user’s experience is 
filled with uncertainty and discontinuity. 
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� “Zones of Intervention”
� Drivers, triggers, and elements in interfaces

� Categories of Emotions and Behavior

� Models of Emotions
P. Desmet (2003)
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